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Trainer Manual

Partnering for Quality under WiA

Module 3. Customer Feedback

Page 3-i

Trainer Manual Guidelines

This manual provides a step-by-step approach to training on
Collecting and Using Customer Feedback. This session is the third
in a series of five training modules designed to help local workforce
development agencies collaborate to improve customer services.
The complete curriculum on Partnering for Quality under WIA
includes:

e Module 1. Reviewing System-Building Progress and
Developing a Blueprint for WIA Transition

e Module 2. Partnering and Organizational Change

e Module 3. Collecting and Using Customer Feedback

e Module 4. Designing a System for the Delivery of Integrated
Services ' '

e Module 5. Building a Process for Continuous Improvement

Each module has a series of companion products. In addition to
this trainer manual, products developed for Module 3 on Collecting
and Using Customer Feedback include overhead transparencies and
a student workbook.

The best place to start with this guide is to read it through once.
The guide is designed to be easy to understand. Following are
points for reading and using the guide.

Sentences typed in bold italics are intended to be said by
the trainer to the group.

e Sentences with a bullet in front of them are action
items that the trainer needs to do.

Social Policy Research Associates



Trainer Manual Partnering for Quality under WIA

Mod'ul.e '3. Customer Feedback

Icons on the left hand side of the guide provide a visual view of the
type of activity that is taking place. The Icon Key is provided
below.

Use overhead slide.

e Have participants complete exercise.

e Write information on flip chart.

e Use small group work/discussion.

e Use full group discussion.

Social Policy Research Associates ' : ' " Page 3-ii




Trainer Manual

Partnering for Quality under WIA

Module 3. Customer Feedback

"o Write “Welcome” and your name and phone number on a flip

chart at front of room prior to attendees arriving. Also include
your e-mail address if you have one. )

WELCOME! I’m glad you could be with us today.

e Introduce yourself and give a brief description of your
background and qualifications to lead this training module.

e Put on title overhead for Module 3.

SPR SOCIAL POLICY RESEARCH ASSOCIATES
Partnering to Improve
Customer Services:

A Tool Kit for Workforce
Investment Partners

Module 3
COLLECTING AND USING CUSTOMER
FEEDBACK

This session will cover the material in your Participant
Workbook under Module 3. Collecting and Using Customer
Feedback.

e Put on Overhead 3-2.

Social Policy Research Associates - Page 3-1



Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

Customer/Provider Activity
Purpose

« To learn the importance of using
customer feedback to develop a
product.

The purpose of the beginning activity is to learn the importance
of using customer feedback to develop a product.. '

e Put on Overhead 3.3.

¢ Display one bullet point at a time.

Customer/Provider Activity
Instructions:

* Find a partner--Designate one person as "A"
and one person as "B.” "A" s play the role of
the customer; "B"s play the role of the
provider.

The trainer will hand out picture to “A’s.

+ "A"s will review a picture and develop a one-
word description of what they want "B"s to
draw for them.

"B"s have 2 minutes to draw the picture
based on the one-word description. 3.3

e Display the first point on the overhead, and say:

Find a partner. Decide which of you will be partner “A” and
which of you will be partner “B.”

Social Policy Research Associates Page 3-2



Trainer Manual Partnering for Quality under WIA

Module 3. Customer Feedback

o After you have given them time to do that, ask that the “A’s”
raise their hands. Then have the “B’s” raise their hands so that
you can determine that everyone has a role. If there is one
person without a partner, have them join another group and
designate 1 “A” and 2 “B’s.”

¢ Display the second point on the overhead, and say:

The “A’s” will play the role of the customer and the “B’s” will
play the role of the provider.

¢ State that all of the “A’s” (customers) need to come to the front
to receive a picture. Distribute blank sheets of paper to the
“B’s” (providers). Once the customers have the picture, have
them jointly —but without the “B’s” hearing them—determine
a one-word description for the picture. Once they have come to
consensus on that one-word description, have them return to
their seats while keeping the picture secret from the provider.

¢ Display the third point on the overhead, and say to the “B’s”
(providers):

The customers are going to ask you to draw a picture. The
objective is to make a drawing that looks like the picture they are
holding. However, they are only going to give you a one-word
description of the picture. Do your best. The point of this
exercise is not to see who is the best artist, but to get the best
likeness (key features) of the picture that is held by the customer.

¢ Display the fourth point on the overhead. Tell the providers
that they have two minutes to draw the picture. Set the timer
for two minutes. Make sure no other communication happens
between the “A’s” and the “B’s” while the “B’s” are drawing.

Page 3-3 Social Policy Research Associates
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Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

e Put on Overhead 3 4.

e Display one bullet point at a time.

Customer/Provider Activity
Instructions, Continued

* "A"s review drawing and determine if it meets
their criteria.

"A"s provide additional verbal feedback to
"B"s and use the next 2 minutes to help them
to create the picture they require.

» Debrief the process.

3-4

Y,

e Display the first point on the overhead and tell “A’s” to review
the picture drawn by the “B’s.” Have the “A’s” determine if it
is exactly the same as their secret picture.

e Ifnot, display the second point on the overhead. Instruct the
“A’s” to provide feedback and all the necessary information to
the “B’s” to insure that the picture drawn by the “B’s” is
exactly like the secret picture. Set the timer for 2 minutes.

e Display the last point on the overhead and help the participants
debrief the process.

e Facilitate group discussion on the activity they just completed.

e Put on Overhead 3-5.

Social Policy Research Associates Page 3-4
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Trainer Manual ’ Partnering for Quality under WiA

Module 3. Customer Feedbéck

Customer/Provider Activity

Review Question

+ "B"s - When you were » "A"s - Did you get what you
unable to check with your expected with the first
customer, did you provide | picture?
the product they were + "A"s - What difference did
expecting? you find when you were able

* "B"s - How did you feel/what to communicate with the
did you think without provider as they were
information from your drawing the picture?
customer? Was it hard or - As a customer (A), is your
easy to know what to draw? input important to get what

» "B"s - How did you feeliwhat you want and need? As a
did you think when you Provider (B), do you need
worked with your customer? the customer's input to know
What was easy? What was what the product should look
hard? like? 3-5

e Ask the questions on the overhead to the appropriate parties.
Use the feedback from the “A’s” and “B’s” to determine how
they felt doing the activity and what they learned.

Drawing pictures is not as complicated as developing a One-Stop
center or system. The activity you have just completed makes it
clear that in developing a One-Stop system it is even more
important to have as much customer input as possible, so the
“picture” comes out looking like what the customer has in
his/her mind.

e Put on Overhead 3-6..

Page 3-5 . : Social Policy Research Associates
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Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

The Customer’s Perspective

When one has no stake in the way things are,
when one's needs or opinion are provided no
forum, when one sees oneself as the object
of unilateral actions, it takes no particular
wisdom
to suggest that one would rather be
elsewhere.

Seymour Sarason, 1990

3-6

e Read the quotation and discuss how this quotation relates to
developing and managing a One-Stop. center/system.

e Discuss how internal and external customers of the One-Stop
need to provide input or they will not utilize the system.

e Put on Overhead 3.7.

Goals Clarification:
Develop a System Perspective

Get rid of: ~Create:

“MY" Products

versus

“YOUR" Products

3-7

Social Policy Research Associates Page 3-6
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Trainer Manual

Partnering for Quality under WIA

Module 3; Customer Feedback

Page 3-7

¢ Discuss how concentrating on customer requirements in
developing the One-Stop will lead to products and services that
lose the identity of each of the partner agencies and take on a
new One-Stop identity.

e Discuss how to reduce agency “turfism” by concentrating on
developing the products of the One-Stop to meet customer
‘requirements.

e Introduce the learning objectives by saying:

In this session, we will review how to use customer feedback to
create the best possible One-Stop for our customers.

Please introduce yourself and describe one thing that you would
like to learn in this session.

¢ Record the responses on a flip chart and hang the completed
pages around the room to return to throughout the session.

o Display Overheads 3-8, 3-9, and 3-10..

Learning Objectives

» Learn why customer feedback is a
foundation for One-Stop services.

» Understand the process of customer
feedback.

» Understand the 4 phases of customer
feedback.

+ Learn how to identify the product(s),
customer(s), requirement(s), and standard(s)
of the One-Stop system.

3-8

Social Policy Research Associates
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Partnering for Quality under WIA

Trainer Manual

Module 3. Customer Feedback

Learning Objectives, Continued

Understand the two types of customer

feedback and the methods to collect each

type.

» Learn the methods to analyze customer
feedback. -

+ Explore how customer requirements impact

program design, customer flow, staffing

patterns, office layout.’

3-9

Learning Objectives, Continued

+ Learn how to create a team action plan to
begin designing/refining your One Stop's
Customer Feedback Process.

3-10

e Review the learning objectives on the overheads one by one.

Compare them to the stated requests of the participants.

Put on Overhead 3-11.

Social Policy Research Associates

15

Page 3-8



Trainer Manual Partnering for Quality under WiA

Module 3. Customer Feedback

Agenda

* Introductions/Welcome

* Why Use Customer Feedback to Design One-
Stop Centers/Systems?

* The Cycle of Customer Feedback

* 4 Phases to the Customer Feedback Cycle
- Prepare to Collect
- Collect
- Analyze
- Utilize
*» Setting Goals for Improving Customer
Services 3-11

¢ Relate the agenda items to the stated requests of the
participants and where we currently are on the agenda. Note
that the next step on the agenda is the “cycle of customer
feedback.”

What do most organizations do when they are told that they must
pay attention to “customer satisfaction?

¢ Once an attendee states “do a survey,” put on Overhead 3-12
and ask the attendees to describe where on the listed items they
find something that describes “do a survey.”

The Cqstomer Feedback
Cycle

* ID Services/Products
* ID Customers of the

Services/Products

* ID What Customer Values

About Each
Service/Product

» ID Customer Requirements

(Attributes) for Each

* ID Product Features
* ID Customer Standards for

the Requirements

* |D What to Measure

* |D What Data to Collect

Qualitative?
Quantitative?

» ID How to Measure - Which

Statistical Process Control
Tools

--To Collect

-~ To Analyze

* Collect the Data
* Analyze the Data

-- Meet/exceed Customer
Standard? i
- Not Meet Customer Standard?

* Make Improvemenés

Page 3-9 Social Policy Research Associates
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Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

e Once they say “collect the data,” ask them to count how many
steps preceded that step.

If an organization starts at “collect the data” they have missed 9
important steps.

e Review each of the steps one by one. Describe how each step
is an important part of the cycle.

The steps in the customer feedback cycle can be divided into 4
Phases.

e Put on Overhead 3-13.

4 Phases to the
Customer Feedback Cycle

* Prepare to Collect
 Collect

* Analyze

 Utilize

3-13

e Describe each phase.

Find a partner and discuss which of the steps on Overhead 3-12
relate to each of the phases on Overhead 3-13.

e Have one of the partner groups report out which steps go with
which phase.

We will be reviewing each of the phases individually.

Social Policy Research Associates Page 3-10




Trainer Manual

Partnering for Quality under WIA

Module 3. Customer Feedback

Page 3-11

e Put on Overheads 3-14 and 3-15.

Customer Feedback
Phase 1: Prepare to Collect

. FOCUSING THE PROCESS - ("THE MISSING
: PIECE")

+ Identify services and/or products.
+ Identify customers of each.
+ Identify what customer values about each.

+ Identify customer requirement(s)/attribute(s)
for each.

+ Identify product features.

Customer Feedback
Phase 1: Prepare to Collect
Continued

+ Identify standards for each requirement.
+ |dentify what to measure - what do you want
© to know?
Identify what data to collect.
-- Qualitative?
-- Quantitative?
Identify how to measure - which statistical
process control tools to use to collect.

.

.

3-15

This phase—*“prepare to collect”—is the most forgotten and
neglected phase. Many people tend to leave it out altogether.
However, this phase is what ensures that the right data is
collected in the proper manner.

¢ State that if this phase is neglected, organizations may not be
able to analyze or utilize the data once it is collected. This
renders the entire customer feedback process useless.

e Discuss using the following examples.

Social Policy Research Associates



Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

Suppose an organization has a 95% customer satisfaction rate.
What should the organization do to satisfy the other 5% of its
customers?

o Without having specific information about how well the
organization is doing on its product requirements, the
organization does not have the necessary information to make
improvements that will increase customer satisfaction. '

¢ - Going through the steps in the “prepare to collect” phase will
provide the necessary information to ensure that the right data
is being collected

¢ Put on Overhead 3-16.

Customer Feedback
Phase 1: Prepare to Collect
Continued

Product Criteria

* It must be a noun.
* It must be made plural with an “s” or

“es."-
« It must be deliverable (you must be able
to give it to someone).

* It must be yours to give.

3-16

The first step in preparing to collect customer feedback is to
determine the products that the One-Stop provides.

e Review the four criterion suggested by Ken Miller to determine
if something is a product:

¢ Put on Overhead 3-17.

Social Policy Research Associates Page 3-12




Trainer Manual Partnering for Quality under WiA

Module 3. Customer Feedback

Customer Feedback
Phase 1: Prepare to Collect
Continued
« Activity Worksheet 3-A--Identifying
Customer Standards--will be used for
an exercise that will ask you to :
— |dentify products.
- Identify customers.
- |dentify product outcomes and features.
- |dentify customer requirements.
— Define customer standards.

3-17

e Help participants find Activity Worksheet 3-A, Identifying
Customer Standards. : '

e Put on Overhead 3-18.

- Customer Feedback
Phase 1: Prepare to Collect
Continued

Identify Products

* Working with your table, and using the
criteria, identify products that your One-
~ Stop:
—delivers currently.
—could deliver in the future.

e Review the first step in Phase 1—Identify Products.

e Explain the instructions for the activity. Have the attendees
complete the first column of the form. Set the timer for 3
minutes.

Page 3-13 Social Policy Research Associates




Partnering for Quality under WIA v Trainer Manual

Module 3._YCust0mcr Feedback

¢ Once the three minutes have elapsed, ask the first table to list
one product they identified. Ask the group to go over each of
the criteria to see if that suggested product meets each of the
criteria. '

o Ifit does, write it on the flip chart.

 Go to the next table and repeat the process until you have at
least one product from each table.

e Put on Overhead 3-19.

Customer Feedback
Phase 1: Prepare to Collect
Continued

Identify Customer(s)
Who directly receives that product?

» Working within your table, take 3 products
that you have identified.

» For each one, identify the customer(s) for
that product.

3-19

e Review the second step in Phase 1—Identify the Customer.

The customer is the person who directly receives the product
from the provider.

¢ Instruct each table to take three products from their list and
identify the customer(s) for each of these products. These can
be listed next to each product in column 2 of Activity
Worksheet 3-A.

Social Policy Research Associates ‘ Page 3-14




Trainer Manual . Partnering for Quality under WIA

Module 3. Customer Feedback

A customer for one product may not be the customer for another
product. This is why we list the products first.

e Set the timer for three minutes and tell the pélrticipants they
have three minutes to identify customers for their products.

¢ Once the three minutes are up, ask each table to state 1 product
(if it is a new one, review it against the 4 criteria). Then have
them list all the customers of that product to whom they
directly deliver the product.

e List the product named by the first table and each of its
customers on the flip chart.

¢ Do a round robin of tables until you have at least one distinct
product and all the customers of that product for each table.

e - Put on Overhead 3-20.

Customer Feedback
Phase 1: Prepare to Collect
Continued

Identify What Customer Values

* Product Outcome: What does the
customer want as a result of the product?

* Product Feature: “A satisfying product
has...”
3-20

¢ Review the third step in Phase 1—Determine the Product
Outcome (what the customer values about that product).

Page 3-15 Social Policy Research Associates

bo
2




Partnering for Quality under WIA o < Trainer Manual

Module 3. Customer Feedback

An easy question to get at the outcome/value of a product is to
complete the sentence: “A satisfying (product) RESULTS IN...”

¢ Have each table use one of the products they listed in the last
part of the exercise and choose one of the identified customers
of that product. Utilizing that one customer of that one
product, have the attendees complete the third column of
Activity Worksheet 3-A under “what customers value about
that product.”

e Again set the timer for 3 minutes.

¢ Once the three minutes are up, ask one table to identify the
product they chose, the customer of that product, and how the
customer would have completed the statement, “A satisfying
(product) results in.....”

When you complete the phrase, “a satisfying product RESULTS
IN ...” you are identifying what the customer values about that
product. :

e Iftables are having trouble reporting the outcome, please help
them rephrase their information in the form of an outcome.

e Record the outcomes identified by at least 2 tables on the flip
chart.

¢ Stay on Overhead 3-20.

e Describe the 4" step in Phase [—Identify Product Features.

One way to determine what features of a product a customer
[{3

values is to have the customer complete the following phrase: “a
satisfying product HAS...”
Social Policy Research Associates Page 3-16
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Partnering for Quality under WiA

Module 3. Customer Feedback

Page 3-17

¢ Give an example of some features from one of the
customers/products that have been discussed already.

There is not sufficient time today to identify features that
customers value for all of your One-Stop products, but it is
important to do so once you get back home.

e Put on Overhead 3-21.

Customer Feedback
Phase 1: Prepare to Collect
Continued

Identify Product Requirements
What would satisfy the customer?

+ Using one product and one customer of that
product, list the adjectives the customer would
use to describe a satisfying one.

3-21

e Review the definition of a product requirement.

A way to identify the requiremenis of the customer for a product
is to have the customer complete the following statement,
“A satifying (product) IS [one which]....”

e Have each table take one of its products and one of that
product’s customers.

Fill in the sentence, “A satisfying (product) is....” the way your
customer would. Use this information to complete the fourth
column on Activity Worksheet 3-A.

Social Policy Research Associates



Partnering for Quality under WiA4 ’ Trainer Manual

Module 3. Customer Feedback

Set the timer for three minutes.

When the time is up, ask a table to report out by giving the
name of the product, the customer group, and the requirements
for a satisfying product.

Capture each table’s report out on the flip chart, using the

columns as they have them listed on Activity Worksheet 3-A.

Put on Overhead 3-22.-

Customer Feedback
Phase 1: Prepare to Collect
Continued

Identify Customer Standards

How does the customer define his/her
product requirement(s)?

« Using your list of requirements, identify
the customer’s definition of product
requirements.

3-22

Describe the definition of ‘‘standard.”

Have each table complete the last column of their form by
taking the requirements that they established. For each
requirement, have them identify the customer’s definition of the
requirement (standard).

Set the timer for 3 minutes.

After the time is up, have one or two tables (as time permits)
report out the standards they identified.

Discuss how important it is to have the customers identify the

Social Policy Research Associates Page 3-18
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Trainer Manual Partnering for Quality under WIA

Module 3. Customer Feedback

features, values, requirements and standards.

Today we have identified customer’s values, requirements, and
standards to understand what they might be. But it is not OUR
ideas that are true customer requirements. We have to ask
customers about their values, requirements, and standards. It is
important to gather this input FROM THE CUSTOMER.

e Remind attendees about the importance of getting detailed and
complete customer information in the Customer/Provider
activity at the beginning of the session.

Collecting input from the customer is the second phase of the
customer feedback cycle—Collecting Customer Feedback.

e Put on Overhead 3-23.

Customer Feedback
Phase 2: Collect

« Categories of Customer Feedback:
—Qualitative
—Quantitative

3-23

There are two types or categories of customer feedback:
qualitative and quantitative. All customer feedback can be
grouped into one or the other. ‘

Put on Overhead 3-24 and 3-25.

e Review the overhead points one at a time.

Page 3-19 Social Policy Research Associates
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Trainer Manual

Module 3. Customer Feedback

Phase 2: Collect
Continued

Qualitative Data
+ Provides a clear and
precise statement of
the problem. .
Identifies the "why.” .
Identifies what the
customer may be .
feeling.
Data CANNOT be
generalized.

Customer Feedback

Examples of
Qualitative Methods:

Focus groups.
Advisory boards.

Informal
conversations.

.Management by

walking around.

3-24

Customer Feedback
Phase 2: Collect
Continued

Quantitative Data
Attempts to quantify
attitudes and
behaviors from the
population of

interest.

Identifies the “what”,

“when”; "where.”

* Draws on a sample
that represents the
whole.

Examples of
Quantitative
Methods:

+ Paper and pencil

surveys.

* Mail surveys.
+ Telephone surveys.
+ Personal interviews.

3-25

e Put on Overhead 3-26.

Phase 2: Collect
Continued
Qualitative
Describes belief.

* No predetermined
categories.

* In-depth, small
" sample of population.
Subjective.

Interpretive - how and
why.

Customer Feedback

Quantitative
Describes prevalence
+ Predetermined
categories
Wide breadth, large
sample of population:
Objective
+ Statistical - what and

how many.

3-26
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Trainer Manual - Partnering for Quality under WiA

Module 3. Customer Feedback

e Ask the attendees to describe some of the methods they
currently use to collect customer feedback.

e Capture them on the flip chart.
e Have them determine if they are qualitative or quantitative.

Both qualitative and quantitative feedback can be collected in a
proactive and a reactive manner. Proactive means that you
solicit the feedback from the customer. Reactive means that you
receive the feedback without prompting for it.

e Using the methods on the flip chart, have the attendees identify
which of the methods listed there are reactive and which are
' proactive.

e Put on Overhead 3-27.

Customer Feedback
Phase 2: Collect

Continued
Proactive Reactive
* Paper and pencil * Unsolicited
surveys. communication.
* Focus groups. - Letters
« Daily conversation. Phone calls
« Alumni + Complaint logs.

celebrations.
* Follow up reports.

3-27

e Review the points on Overhead 3-27 with the work from the
flip chart.
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Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

‘o Put on Overhead 3-28.

Customer Feedback

Phase 2: Collect

Continued

What methods do you currently use to
collect customer feedback?

"Reactive Reactive
Proactive Proactive

(Use Activity Worksheet 3-B to note your answers.)

3-28

e Help attendees to locate Activity Worksheet 3-B (a form based
on Overhead 3-28).

e At the tables have attendees list ALL the methods they use for
collecting customer feedback and list it on Activity Worksheet
3-B within the appropriate cell on the matrix.

e Put on Overhead 3-29.

Customer Feedback
Phase 2: Collect
Continued

Customer Research Considerations

* Nothing is absolute

* More complicated methods = greater
chance of error

* Choose the technique based on what
you want to know

3-29
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Trainer Manual : Partnering for Quality under WIA

Module 3. Customer Feedback

e Review the overhead points one at a time. Make sure the
attendees understand that the method an organization chooses
to use in collecting customer feedback is based on the type of
information that is needed.

- e If time allows, have attendees break into teams. Have some
teams determine which of the quantitative methods seem to be
the most complicated, while other teams determine which of the
qualitative methods seem to be the most complicated.

o Have the different teams share their conclusions.

e Put on Overhead 3-30.

e Help attendees locate Activity Worksheet 3-C. Review the
instructions for Activity Worksheet 3-C.

Customer Feedback
Phase 2: Collect
Continued

Working within your tables:

* Review each scenario on Activity
Worksheet 3-C.

+ Determine which collection method
would be the most effective method to
gather the customer data described.

+ Share with the other groups.
o 3-30

e Have members at each table work together to complete the
. exercise.

e Set the timer for 5 minutes.

e After 5 minutes, check to see how the different tables are
progressing, and, if needed, give another 5 minutes.
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Partnering for Quality under WIA Trainer Manual

Module 3. Customer Feedback -

e After the time is up, review the answers.

We have now discussed the first two phases of the customer
Sfeedback cycle..

The third phase will be discussed next. Who remembers what
Phase 3 is?

Reward the person who says “analyze.”

o State that there is a different approach to analyzing qualitative
and quantitative data.

e Put on Overhead 3-31.

e Review the overhead points one at a time.

Customer Feedback
Phase 3: Analyze

Qualitative Methods
+ Organize data.
+ Categorize/code data.
* Interpret data.
Known - confirmed or challenged?

Suspected - confirmed or challenged?
New information?

» Write/deliver report.
3-31

e Put on Overhead 3-32.

e Review the overhead points one at a time.
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Trainer Manual Partnering for Quality under WIA

Module 3. Customer Feedback

Customer Feedback
Phase 3: Analyze
Continued
Quantitative Methods
+ Edit data.
Categorize/code data.
Enter data into research database.
Tabulate/summarize:
- E.g., Tallies, percentages, averages
+ Determine variance.
+ Determine reliability/representation.
Display findings graphically. 3.3

.

.

.

.

e Note that you use similar but distinct analytic steps to analyze
qualitative and quantitative data. To analyze qualitative data,
you categorize, code, and interpret customer feedback. To
.analyze quantitative data, you categorize data, then use
statistical analysis techniques to summarize and display findings.

e Put on Overhead 3-33.

Change is not what you
know; it's what you do with
what you know.

3-33
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Partnering for Quality under WIA Trainer Manual

Module 3. Customer Feedback

o Read the overhead.

Going through just the first 3 phases of the customer feedback
cycle will not lead to improved customer satisfaction, unless you
also do the fourth phase.

Do you remember what is Phase 4?
e Reward the person who says “utilize.”

e  Put on Overhead 3-34.

Customer Feedback
Phase 4: Utilize

* Every decision--from board policies to
staff procedures--should be based upon
customer data.

* Use customer feedback to make
individual daily improvements. What
does this data tell me to do differently?

* Implement customer feedback within a
continuous improvement system.

3-34

e Review the overhead points one at a time.

¢ Note that Board members should use customer data to establish
policies that staff should utilize customer feedback to determine
procedures. :

Feedback must be used to make daily improvements. Thus, you
must be continuously collecting and analyzing feedback. This is
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Trainer Manual . Partnering for Quality under WIA

Module 3. Customer Feedback

an ongoing cycle. It doesn’t happen only one time but over and
over again. This ongoing customer feedback cycle is what drives
the continuous improvement process.

e Put on Overhead 3-35.

Customer Feedback
Phase 4: Utilize
Continued
Continuous improvement Process

«» Study current situation (problem
identification).

-+ Determine root cause(s).
» Choose a cause.
» Determine solution(s)- choose one.
» Test solution.
* Implement solution.
» Measure results- go back to beginning. 3-35

e Review the overhead points one at a time.

e Note that the “problem” may be something that is causing
customer dissatisfaction, or, it could be something that is going
OK today, but without improvement may cause customer
dissatisfaction tomorrow.

You don’t have to improve ONLY those things that are problems.

You must determine the root cause of a problem so that you are
fixing the true problem and not just the symptom.

¢ Note that there may be a variety of causes. It is important to
choose the cause that is the most dissatisfying for the customer
instead of one that only causes a little dissatisfaction.
(Remember the 80/20 rule, which says that 80% of the
problems result from 20% of the root causes.)
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Partnering for Quality under WiA Trainer Manual

Module 3. Customer Feedback

It is important to brainstorm a variety of possible solutions and
then to review these possibilities to find the best. Do not just try
the first solution that comes to mind. It may not be the best
solution.

It is important to test out the solution for “bugs” or
unanticipated problems before undertaking full-scale
implementation.

¢ Note that testing the solution allows for refinement prior to full
implementation. Part of testing the solution is gathering data to
determine how well the solution worked.

¢ Once one problem has been handled, it is important to go back
to the beginning of the continuous improvement cycle and begin
again with a new problem or area for improvement.

‘e Put on Overhead 3-36.

"The customer, in spirit and in
flesh, must pervade the
organization --

every system in every
department, every procedure,
_every measure, every meeting,
every decision.”

Peters
Thriving on Chaos 3-36

e Read the quotation aloud.

e  Ask how One-Stops are currently demonstrating their
commitment to this quote.
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Trainer Manual l Parmnering for Quality under WIA

Module 3. Customer Feedback

e Capture the responses on the flip chart.

e Put on Overhead 3-37.

Customer Feedback
Phase 4: Utilize
Continued

« Review the scenario described on
Activity Worksheet 3-D.

« Work with your group to determine what
you would do to increase satisfaction
and decrease dissatisfaction.

+ Share with the other groups.

3-37

e Help attendees to find Activity Worksheet 3-D.

e Review the activity instructions and ask for questions. Tables
will work together.

e Set the timer for 5 minutes.

e After S minutes, check with the tables to see if the time is
adequate.

e Have each table report out.
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Partnering for Quality under WIA Trainer Manual

Module 3. Customer Feedback

e Put on Overhead 3-38.

Practicing the Steps to
Customer Feedback

2

» Focus Groups: one qualitative
method of customer feedback

3-38

e State that since focus groups are not as widely used as surveys
to gather customer feedback, we will be completing an exercise
that gives some hands-on contact with focus groups.

To elicit comprehensive customer feedback, a One-Stop system
will need to collect feedback using both qualitative and
quantitative methods.

Who has conducted focus groups?

e Have individuals with focus group experience describe focus
groups and how they have utilized them in their
organizations/One-Stop systems.

e Put on Overhead 3-39.
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Trainer Manual - : Partnering for Quality under WiA

Module 3. Customer Feedback

Practicing the Steps to Customer
Feedback - Focus Groups

What Are Focus Groups?

* The most effective way to collect qualitative
data (the WHY of an issue).

* Bring 8-12 people together.
» Designated time and place.
+ Use a moderator (trained interviewer).

* Loosely structured, free flowing dialogue
focused on predetermined issues.

* May be video taped/observed.

3-39

e Review the overhead points one at a time. .

e Note the importance of having a skilled moderator for the focus
~group. One reason a skilled moderator is needed is to ensure
that the discussion achieves a useful balance between “loosely
structured/free flowing” and “focused.”

e Put on Overhead 3-40.

Practicing the Steps to Customer
Feedback - Focus Groups
-+ Determine * Conduct/Observe
Objectives Focus Group
* Review Objectives * Analyze Focus
- with Key Players Group
+ Determine Target + Present /Utilize Data
Audience Where are the 4
* Prepare Script phases within this
+ |dentify/Recruit list of steps?
Participants Where does each
’ begin and end? | -
g 3-40

e Review the overhead points one at a time.

Compare the steps involved in conducting focus groups to the
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Partnering for Quality under WiA

Trainer Manual

Module 3. Customér Feedback

group steps correspond to each of the four phases?

¢ Put on Overhead 3-41.

Practicing the Steps to Customer
Feedback - Focus Group

'Phase 1 - Prepare to Collect

» Determine objectives.

Purpose? Information seeking? Issue/problem? - Who wants?
How will information be used? Only method?

* Review objectives.

Agree on purpose?
* Determine target audience.
* Prepare discussion guide.

9 to 12 questions with 1 to 5 probes, 2 pages, structure using
stages.

3-41

e Review the overhead points one at a time.

" e Put on Overhead 3-42.

Practicing the Steps to Customer
Feedback - Focus Group
Phase 1 - Prepare to Collect, Continued
« Identify/recruit participants:

— Determine selection criteria
(homogeneous, reflective of target,
unfamiliar with each other, not likely to
agree).

— Develop potential list.

— Develop screening list.

— Screen, select, invite, confirm attendance.

3-42

e Review the overhead points one at a time.
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Jfour phases of the customer feedback cycle. Which of the foc